Safer Hospital, Safer Wards
Technology Fund
Achieving an Integrated Digital Health Record
Patient Relationship Management – SHSW-0719

Professor Richard Kitney
Non-Executive Director

David Radbourne
Chief Operating Officer
Bill Gordon
Director Of IMT
Roger Chinn
Clinical Director Of IMT
Mike Delahunty
Head of Outpatients

25th September, 2013

Paul MacGregor
Finance Business Partner

Vision

Our vision is to achieve an optimised IMT environment which
delivers efficiency, consolidated processes and continuous
improvement in care whilst facilitating cross organisation knowledge
sharing and collaboration. With this we aim to achieve an innovative
role acting as a pioneer of new dynamic processes that drive service
improvement and maximise value.
The significant redesign of NHS healthcare delivery in the interim
has emphasised the patient centric focus of future developments.
This requires a significant shift in the way that information is used
and viewed.
To provide maximum flexibility the IMT strategy for the Trust must
be guided by an enterprise architecture that is supported by a
services-centric approach, and has its foundation in a common open
source (non-proprietary) platform.

 Provide a transparent and
consistent method of
communication with Patients
 Online Appointment Booking

Patient
Relationship
Management

 Provide a 360 view of patient
interactions enabling us to
deliver outstanding levels of
customer care
 Enable Dynamic Demand
Management

 Provide patients with
relevant and clear
information regarding their
journey of care
 Identify opportunities to
make efficiency savings

 Enable Patient Centric
Services to be delivered
 Enable to the Trust to ‘futureproof’ itself in an ever
changing challenging health
environment
 Patient Centric to allow us to
deliver a more personalised
and differentiated service
which reflects their personal
choices and preferences
during their interactions with
the Trust
 Putting the patient lifecycle
at the heart of our approach

 Increased throughput of cases,
reduced LoS - saving /
increased revenues for Trust
 Reduction in time to
treatment, treatment time and
DNAs
 Reduced duplication of
diagnostics

PRM Benefits

 Patients understand where
they are in the pathway

 Reducing DNAs of 1st and FU OP
appointments
 Reduced cost of litigation

 Across Trust PRM enables workflows
that streamline the collection and
authorised sharing of patient
information
 PRM formalises data sharing
 Multi-channel appointment booking

 Patients, carers and clinicians
will have access to their care
plan that they can view
anytime, anywhere

 Automate proactive
communications to patients e.g.
treatment options

 Better access to meaningful
patient-derived data increases
opportunities to innovate

 Enable Trust to make improvements
in the areas that patients say matter
most

 Enable Trust to make
improvements in the areas that
patients say matter most

 PRM empowers patients and helps
them become engaged partners

 Reduced chances of iatrogenic harm

PRM Urology
Referral
Example

PRM Patient
Preference
Example

 Vision

Outpatient
Improvement
Programme
Board

 To exceed our patients
expectations by providing a
high quality, modern
outpatient facility that
leads on efficiency,
effectiveness and patient
experience

 Four main work streams
 IMT and Patient
Communications
 Clinic Management
 Environment
 Workforce and Customer
Service

 Membership
 Divisional Medical Directors
 Divisional Operational
Directors
 Head of Outpatient Services
 OPD Service Improvement
Lead
 General Managers
 Patient Representatives
 Head of Performance and
Information
 Deputy Chief Nurse
 Patient and Staff Experience
Manager

PRM High
Level Plan
Phase 1
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Vision
Aim

To become an Accountable Care Organisation
To provide significantly improved care to patients through better
coordination and moving towards prevention

To develop a broad predictive model to identify care gaps

To develop effective data sharing with partner organisations across the
care community
Using open source wherever possible and working closely with care.data
To empower patients to manage their own care through a patient portal

